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The purpose of this study is to examine the factors influencing employee’s work performance 
in financial card and payments services industry. The factors that were chose for this study are 
motivation, leadership and working environment. The survey method was used to collect 
primary data through use of questionnaire to the employees that attached with the financial card 
and payments services industry. Around 120 set of questionnaires were distributed and 80 set 
of questionnaires collected from the respondents was used for the analysis of the study. All the 
data was gathered from the respondents were analyzed using Statistical Package for Social 
Science (SPSS) software and using the descriptive and inferential statistics. There are various 
types of data analysis adapted in this research such as reliability analysis, descriptive analysis, 
correlation analysis and multiple regression analysis. Descriptive analysis technique is used to 
identify the demographic of respondents in the aspect of gender, age, marital status, race, 
academic qualification, years of working experience, income group and management level. 
Furthermore, multiple regression analysis is used to determine the correlation between 
motivation, leadership and working environment with employee’s work performance in 
financial card and payments services industry. The result of the study shows that there is a 
moderate correlation between motivation and working environment towards employee’s work 
performance. The second factor, leadership has negatively correlated with the employee’s work 
performance. This study has played an important role to identify the factors influencing 
employee’s work performance in financial card and payments services industry. 















Kajian ini adalah bertujuan untuk mengenal pasti factor mempegaruhi prestasi kerja di kalangan 
pekerja dalam industri kad kewangan dan perkhidmatan pembayaran. Motivasi, kepimpinan 
dan persekitaran pekerjaan dikategorikan sebagai factor mempengaruhi prestasi kerja untuk 
kajian ini. Dengan itu, kaedah tinjauan telah digunakan untuk mengumpul data utama melalui 
soal selidik kepada pekerja- pekerja dalam industri kad kewangan dan perkidmatan 
pembayaran. Sebanyak 120 borang soal selidik telah diedarkan dan hanya 80 borang yang 
dikembalikan daripada responden telah digunakan untuk kajian analisis. Kesemua data yang 
diperolehi daripada responden telah dianalisis dengan menggunakan program Statistical 
Package for Social Science (SPSS) dan teknik deskriptif dan inferensi telah digunakan. Di 
antara pelbagai kaedah untuk menganalisis data yang digunakan dalam kajian ini termasuk 
analisis kebolehpercayaan, analisis deskriptif, analisis korelasi dan analisis regrasi. Teknik 
analisis deskritif digunakan untuk megenalpasti latar belakaang responden dari segi jantina, 
umur, status perkahwinan, bangsa, kelayakan pendidikan, pengalaman kerja, kumpulan 
pendapatan dan tahap pengurusan. Di samping itu, teknik analisis regrasi kepelbagaian 
digunakan untuk mengkaji hubungan antara motivasi, kepimpinan, persekitaran kerja dan 
prestasi kerja di kalanagan pekerja dalam industri kad kewangan dan perkidmatan pembayaran. 
Hasil kajian menunjukkan terdapat satu kolerasi serdehana antara motivasi dan persekitaran 
pekerjaan terhadap prestasi kerja. Salah satu faktor, iaitu kepimpinan mempunyai kolerasi 
negatif terhadap prestasi kerja, yang merupakan pemboleh ubah sandar. Kajian ini telah 
memainkan peranan penting dalam mengenalpasti faktor mempengaruhi prestasi kerja di 
kalanagan pekerja dalam industri kad kewangan dan perkidmatan pembayaran. 
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This chapter focuses on the purpose and objective of the factors influencing 
employee’s work performance in financial card and payments services industry. This 
chapter will explain the research background and the problem statement behind it, 
together with the research questions and research objectives that are explained in order 
to have a clear picture on it. In addition, the scope and limitations of the study were 
defined, followed by the significance of the study and ending with the last part of this 
chapter, outlining the organization of the thesis. 
 
1.1 Background of the Study 
Globalization has made major changes and impacted the business environment by 
bringing in advanced technologies, new styles of management and, most importantly, 
employees in modern organizations are now expected to be more adaptive, motivated 
and self-initiative. Therefore, organizations now are aware and pay more attention to 
the changes so that they can be competitive within the business area. In addition, 
organizations strive to retain the best and qualified employees not only to be competent 
but also for long survival in this volatile market environment. A fact about the 
organization is that without employees’ contributions, an organization could never 
stand alone in the business market. Hence, employees are a major asset to the 
organization and the reason behind each success that the company achieved and has 
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The purpose of the study is to determinate the factors influencing employee’s 
work performance in financial card and payments industry.  
 
This questionnaire will only take 10-15 minutes of your time to complete. Your 
response is very important to this study. All information only applicable to this 
study and will treat as highly private and confidential. Kindly return the 
completed questionnaire at your earliest convenience. 
 
Thank you for the cooperation. 
 
 
Thurga A/P Velusamy 
Master of Human Resource Management 
Universiti Utara Malaysia, City-Kuala Lumpur Campus 



















Section A: Socio-Demographic Information 
 
Please tick (√) on the applicable box only. 
 
1. Gender 
       Male    Female  
 
2. Age 
      18 – 29 years               40 – 49 years 
      30 – 39 years   50 years and above 
 
3. Marital Status 
    Single                 Married  
    Divorced             Widow/ Widower 
     
4. Race 
Malay            Chinese 
Indian            Others:  
 
5. Academic Qualification 
SPM   Degree 
STPM   Masters 
Diploma  PhD 
 
6. Years of Working Experience 
Below 5 years  16 – 20 years 
5 – 10 years    21 years and above 
11 – 15 years 
 
7. Income Group 
RM1, 000.00 – RM3, 000.00 
RM3, 001.00 – RM5, 000.00 
RM5, 001.00 – RM 7,000.00 
RM 7,001.00 – RM 10,000.00 
Above RM10, 000.00 
 















Please reach each statement carefully and tick (√) the most relevant answer 
according to the following scales. 
1 2 3 4 5 
Strongly 
Disagree  
Disagree Neutral Agree Strongly Agree 
 
Section B: Factors Influencing Employee’s Work Performance 
Motivation  
No Descriptions 1 2 3 4 5 
1 The praise I get for doing a good job 
     
2 My pay and amount of work I do 
     
3 
The way my job provides for a steady 
employment 
     
4 
Being able to do things that don’t go against 
my conscience 
     
5 I work hard to achieve a good performance 
     
6 
My opinion of myself goes up when I do my 
work well 
     
7 I am motivated to perform well in the work 
     
8 I work harder in order to get good pay 
     
9 
I feel great sense of personal motivation 
when I do my work well 
     
10 
Motivation in workplace are important for 
me to perform well in my career 















No Descriptions 1 2 3 4 5 
1 
My manager is always seeking new 
opportunities for the unit/department/ 
organization. 
     
2 
My manager has a clear understanding of 
where we are going. 
     
3 
My manager inspires others with his/her 
plans for the future. 
     
4 
My manager provides a good model to 
follow. 
     
5 
My manager leads by “doing” rather than 
simply by “telling” 
     
6 
My manager encourages employees to be 
team players 
     
 
Working Environment 
No Descriptions 1 2 3 4 5 
1 
I work in a safe, healthy and comfortable 
environment 
     
2 
The way company policies are put into 
practise  
     
3 
The opinions of my peers help me to improve 
the quantity of work  
     
4 The chances for advancement on this job  
     
5 
Favourable environmental conditions 
increase my productivity at work  
     
6 
Producing a high quality of work will 
increase my chance for higher pay 












Section C: Employee Performance  
No Descriptions 1 2 3 4 5 
1 The work I do is very important to me      
2 
My job activities are personally meaningful 
to me 
     
3 I am confident about my ability to do my job       
4 
I am self-assured about my capabilities to 
perform my work activities 
     
5 
I have mastered the skills necessary for my 
job 
     
6 
I have significant autonomy in determining 
how I do my job 
     
7 
My impact on what happens in my work area 
is large 
     
8 
I have a great deal of control over what 
happens in my work area  
     
9 I have chance to be promoted, if I remain 
this company for longer period of time 
     
10 I have the power making a decision in my 
work 
     
 



















Appendix B: Output from SPSS 
Reliability Test for IV1: Motivation    
Reliability Statistics 
Cronbach's Alpha N of Items 
0.796 10 
 
Reliability Test for IV2: Leadership  
Reliability Statistics 
Cronbach's Alpha N of Items 
0.825 6 
 
Reliability Test for IV3: Working Environment 
Reliability Statistics 
Cronbach's Alpha N of Items 
0.858 6 
 
Reliability Test for DV: Employee Performance 
Reliability Statistics 





  M LS WE EP 
M Pearson 
Correlation 
1 .313** .452** .618** 
Sig. (2-tailed)   0.005 0.000 0.000 
N 80 80 80 80 
L Pearson 
Correlation 
.313** 1 .542** .317** 
Sig. (2-tailed) 0.005   0.000 0.004 
N 80 80 80 80 
WE Pearson 
Correlation 
.452** .542** 1 .590** 
Sig. (2-tailed) 0.000 0.000   0.000 
N 80 80 80 80 
EP Pearson 
Correlation 
.618** .317** .590** 1 
Sig. (2-tailed) 0.000 0.004 0.000   
N 80 80 80 80 





Model Summary   







Estimate   
1 .711a 0.505 0.486 0.36293   
a. Predictors: (Constant), WE, M, L   
       
ANOVAa 
Model Sum of Squares df 
Mean 
Square F Sig. 
1 Regression 10.220 3 3.407 25.863 .000b 
Residual 10.010 76 0.132     
Total 20.230 79       
a. Dependent Variable: EP 







t Sig. B Std. Error Beta 
1 (Constant) 1.350 0.321   4.201 0.000 
M 0.307 0.062 0.446 4.910 0.000 
L -0.045 0.091 -0.047 -0.490 0.625 
WE 0.328 0.081 0.414 4.036 0.000 
a. Dependent Variable: EP 
 
 
 
 
 
 
